Purpose of the article: Knowledge is increasingly importance for the economic well-being of businesses. Core competencies of management are the generation and processing of information, used to develop a competitive advantage. Information has become established as a commodity in its own right which can be bought and sold. Four out of five goods traded on the market now consist of services or relate to information in the broadest sense. Knowledge is created when different pieces of information are linked on the basis of a particular intellectual background and meaningfully interpreted. Accordingly, knowledge incorporates not just information but also experience, (pre)-judgements, rules of thumb and worldviews. Knowledge is always associated with human beings. Methodology/methods: This article is based on literature research. The original article was written in German and translated into English, supported by a translation agency. Scientific aim: A questionnaire is being drawn up on the basis of the research results. This will allow the appraisal of these influencing factors and framework conditions by small and medium sized enterprises to be surveyed and evaluated. Findings: Social systems arise through and are sustained by communication. Actions of managers primarily consist of communication. For cognitive simplification, all humans repeat actions that have previously proved successful. Previously accumulated knowledge thus becomes a significant barrier to learning. An organisation's ability to learn depends not only the general willingness of its workforce to learn but also on the newness and/or compatibility of knowledge acquired from a partner. Conclusions (limits, implications etc): Developing or acquiring competition-relevant knowledge is generally time-consuming and costly. As a complementary function to knowledge acquisition, the retention of knowledge carriers in the form of people and materials forms another component of knowledge management. It is important to recognise early on those knowledge carriers who promise high potential in the future.
Introduction
Technical advancements have always represented an advancement in the process of adapting the world in accordance with a human measure. People who can change realities, generally change the framework of life for themselves and others.
Manufacturing has the capacity to change human existence and render usable what is available. As a particular ability, a human skill, to change the nature of things, manufacturing can be taught and learned. As the variety, quantity and quality of products increases and the amount of work involved in the manufacturing process decreases (the result of rising productivity), it becomes possible to increase and advance the skill of manufacturing.
The division of labour is successful, because human beings have two abilities to increase the efficiency of manufacturing, namely the ability to organise coordinated action and the ability to understand the nature of things. Organised manufacturing is a defined pattern of cooperation and a variable interaction which can be continually redesigned and improved. The basic pattern is the coordination of similar activities as a simple addition of efforts or a combined effort, a pooling of efforts or a sequence of activities. One level higher this is the coordination of dissimilar activities, starting with a simple juxtaposition of complementary activities, the emergence of division of labour at societal level. This is what made the differentiation of various functions and the beginning of specialisation possible. The next step is the coordination of dissimilar activities in a cohesive work process, or processrelated division of labour. This is made possible by the fact that our movement processes can be divided into smaller parts that are independently available and can be combined into skilled movements (LORENZ, 1973) .
Modern science combines the mathematically formulated laws of nature with the strategies of manufacturing. Only by science the potential for increasing efficiency is fully realised.
Knowledge, Education and Training
In the industrial sector, the transition to a knowledge society is an evolutionary process (STEHR, 1994) . In other words, the intellectual component of traditional activities are changing (SOUKOP, 2001) ; (TOFFLER, 1991) . In production operations, manual and mental work are merging together as the boundaries between tangible and intangible assets become blurred. Ultimately, the cognitive and creative skills of employees will be decisive to the economic well-being of businesses and national economies. The form of labour of relevance to developed societies is knowledge work (WILLKE, 2001 ) and the relevant type of worker is the knowledge worker.
In highly industrialised countries, simple work is increasingly being performed by machines or relocated to countries with lower wages and social standards. The manual work that remains in high-wage countries is being optimised by a growing knowledge base and therefore raised to a higher level. Work in the knowledge economy places more emphasis on the power of the expert than on hierarchy, and the lifelong, mostly linear career is fragmenting into a variety of career patterns (SATTELBERGER, 1999) . At the same time, workers are being required to demonstrate more selforganisation skills.
In a knowledge society, people must organise their own jobs (MALIK, 2001 ). Knowledge workers are people who operate with a high degree of autonomy due to their expert status and are also extremely mobile. They identify more strongly with their area of knowledge than with their employer and only engage in a formal employment relationship on a temporary basis. This type of worker will grow in number and in importance. It is likely that they will bring about the old socialist utopia in which the essential means of production are in the hands of the workers (TOFFLER, 1991a) .
Knowledge, information, expertise, intelligence, experience and so on are subject to an accelerated ageing process, and constant innovation is becoming a core element of successful economic activity. While knowledgeable people used to spend a lifetime acquiring their knowledge, retained it and either took it with them to the grave or chose to share it with a few select pupils, on average the knowledge embodied in today's experts has a half-life of just a few years. It confers the greatest benefit when it is shared as widely as possible.
When you stop learning, you fall behind. However, lifelong learning also means unlearning and relearning throughout life. One psychological effect, which should not be underestimated is, that the world of knowledge will no longer offer enduring certainties or established intellectual states.
The realisation of intellectual capital will of course continue to require a certain amount of capital in kind and financial capital. Capital will effectively support the process of translating knowledge into achievement and success, and help businesses and economies to perform their respective tasks rather than dominating them (DRUCKER, 1993) . In knowledge-intensive services, software or media companies, the core factors of production are invisible. The company's main success factors are ideas, creativity, image, employees' problem-solving skills, the speed of R&D processes and the capacity for continual learning (PAWLOWSKY, 1998) .
It follows, that intensive efforts must be made in education and training at both school and occupational level. From a global perspective, the growing demand for well-trained knowledge workers also raises the problem of underpopulation in developed countries (DRUCKER, 1998) .
Education and Training in the Social Context
The greatest and only capital on which we can build confidently in the long term is the individuality of our human capital. When a problem arises, which the system has not previously encountered, a solution only can be found, if the system exhibits a very high degree of variation, diversity and individuality. The incredible potential of individuality and the hopelessness of averageness are both the driving force and the result of evolution. Individuals are unique, because they are genetically unique and they are the product of a unique set of past and present environmental factors.
Prerequisites of achievement
Talent is certainly a prerequisite for achievement, one which is at least partly determined by genetics, but it defies measurement. It is only success which can be observed, verified and measured. Lifelong learning is the only way to discover otherwise hidden talents and translate them into exceptional achievement. New ideas only come about, when old ideas are shaken up and recombined. Always learning the same thing and thinking in traditional ways will not achieve advancement, either for the individual or in terms of the future prosperity of a society (REICHOLF, 2006) .
Maximising diversity and promoting individuality increases the odds that some people will produce solutions to the challenges of tomorrow. Evolution, probably the most important basic principle of biology, serves as evidence of the importance of individuality as an opportunity to prepare for an unknown future. Migration increases individuality in a given system and is therefore an essential component of evolution. This naturally includes the essential importance of cultural, social and other aspects.
No one wants to be the one, who deviates from the norm or wants such a person as a child, pupil, student or employee. These people create problems. At the moment they aren't necessarily good for business, because they ask too many questions. It is a fact, that people who break new ground, are more conspicuous than ever before. Drawing attention to yourself by being different, is always associated with fear. But if we all strive for the highest possible degree of individuality, we will not fear the consequences of differing from the norm because being different will become the norm. If we are to overcome major challenges, then being different must be the rule, not the exception. Nothing is more difficult than being the only person around the table to hold a particular opinion while everyone else favours another one. The laughter, the arrogance of the majority, which is so often wrong, must be countered with wise courage (GANSTERER, 2013).
Individuality
The aim of evolution is to allow individuality to occur. We as a society should do the same thing. Obviously, maintaining a high level of individuality is costly, but it may prove much more costly to succumb to the lure of short-term success or the elation of instant profit and thus jeopardise our whole future.
The person who is different, who has been differently trained, does not have the blinkers of insiders, or the fear of the initiated to expose themselves to ridicule by asking naive-sounding, but often brilliant questions. Experience shows, that people who are relatively new to an area are generally willing to try something new. The value of any team, network or interaction that we form is greater the more individual ideas, prerequisites of achievement and experiences are represented in it. These prerequisites of achievement must be discovered through hard work (= practice) and translated into exceptional achievement (= success).
Although practice is extremely important. This does not mean that everyone who does the same amount of practice will achieve the same thing. Success is the exceptional achievement that can result from practice through hard work. Outstanding human achievements in the sense of success are impossible without years of learning and practising (ERICCSON, 2007) . As we get older, our epigenetic code changes. Humans may share the same genetic makeup, but the epigenetically controlled use of genes varies. It varies the more the older people are and the more diverse their lives have been. The decisive factor is the constant interaction between biology and environment.
Psychological demands have an important influence on the epigenetically controlled use of our genes. Negative stress can also cause the incorrect epigenetic use of the genetic receptor. The intrinsic interest in transforming talent into success must be encouraged in a psychologically positive environment with satisfying characteristics such as enjoyment in the implementation of a task, the stimulation of curiosity and freedom from pain. Otherwise, practice will only do harm and may suppress more biological prerequisites of achievement than it gives rise to.
Intelligence
The epigenetic code can be influenced throughout life by environmental factors and lifestyle. At least some of the chemical modification of the DNA can be inherited by the next generation. In some cases it is possible to speak of the inheritance of acquired traits. So far there is little evidence of this.
The theory of multiple intelligences does not, in theory, exclude the possibility of having all intelligences or indeed none of them to any marked extent (GARDNER, 1983) . People with linguistic intelligence (writers, journalists, actors, lawyers, politicians etc.) are able to learn languages easily, have a high sensitivity to spoken and written language and the ability to use language for specific purposes. Musical intelligence (musicians, conductors, composers etc.) and logical-mathematical intelligence (scientists, mathematicians etc.) are self-explanatory. Visual-spatial intelligence (visual artists, architects, chess players etc.) enables people to understand spaces, whether on a large or a small scale. Bodily-kinaesthetic intelligence (athletes, dancers, manual workers etc.) describes the ability to use the body for problem-solving or to make things. Intrapersonal intelligence is important in all occupations or activities (GARDNER, 1983) . It helps us to make decisions and enables us to understand ourselves, for example to understand our own emotions, weaknesses, strengths and motives. Interpersonal intelligence (politicians, parents, psychiatrists, teachers etc.) includes the ability to understand the capabilities, moods, feelings or others and is an important prerequisite for successful interactions with other people.
The last two intelligences named above laid the foundations for the theory of emotional intelligence (MAYER, 1990) , which refers to the ability to perceive and understand one's own feelings and the feelings of others. Emotional intelligence is closely associated with social skills, sometimes referred as soft skills. In-depth psychological research projects are currently being carried out to establish the scientific verifiability of such abilities.
Empathy is generally understood to mean the ability to recognise and understand the thoughts, emotions and intentions of others and sometimes a person's reactions to other people's feelings. Abilities may be categorised (REIMANN-HÖHN, 2007) as linguistic, logical-mathematical, visual-spatial, practical-naturalistic, artistic-creative, athletic and social-emotional, taking into account the influence of environment in all its aspects.
The idea, that genetically unique prerequisites of achievement must be discovered through hard work and translated into exceptional achievement (= success), requires some explanation. Motivation is an extremely important topic. In artistic achievements, the necessity of both, intrapersonal intelligence (the understanding of one's own feelings, weaknesses and strengths) and interpersonal intelligence (the ability to understand the moods and feelings of others), is clear.
Studies also show that musicality, hearing, voice and language belong under the same biological umbrella (THEUSCH, 2011) . Success requires the combination of many achievements and achievement requires the combination of many prerequisites of achievement. The ability to create something new remains stable and consistent throughout the life of an individual. "You cannot turn a non-creative person into a creative person. However, it is possible to create an environment, in which people find it easier to display their creativity (WEISS, 2011) ." Creativity is a facility that many people have, but too few fully exploit their creative potential. The reason is an environment that does not encourage or demand creativity. "Every child is an artist. The problem is how to remain an artist once we grow up [attributed to Pablo Picasso]."
Science
To attain outstanding achievements, creativity in all areas is essential. It must produce something new, create unique solutions. The aim is to locate the limits, not in order to be constrained by them, but in order to go beyond them. Scientific success begins where it creates something new.
We value individuality in all areas of life, in science, art, sport and in our social relationships. But when it comes to selecting, educating and training pre-schoolers, school pupils, students and workers, too often we focus on the valueless average and refuse to step out of line because of fear, leaving our comfort zone, losing a feeling of security, the desire to be in the majority and so on.
In the basic sciences, the practical significance of new knowledge may not become clear until many years later. The fact, that the work of scientists and researchers often lacks public visibility, means that self-motivation is absolutely essential. Scientists also need linguistic ability, while teamwork and interpersonal intelligence are needed in international research teams. As a result, scientists are increasingly becoming managers.
Pure subject knowledge is becoming less important as the need for presentation skills and interpersonal skills increases. Managers need to know what they are capable of and what they are not capable of. They need a sense of their own limitations and a good understanding of their mistakes and faults in order to handle them appropriately. Mental illness is very often simply the result of a lack of self-understanding and self-reflection.
Temperament
A highly individual facility, which is extremely relevant to a person's achievement potential, is temperament. This strongly influences how and in what circumstances a person is able to achieve something which can be described as a success. A person's temperament, which is largely the result of genetics, is part of that individual's personality and describes how this person act and react, in other words their style of behaviour.
Nine temperament characteristics are often described: activity, regularity or predictability, initial reaction to new stimuli, adaptability, sensitivity, mood, intensity, distractibility and persistence (RESCH, 2001) . The willingness to accept extrinsic motivation in the form of pay and intrinsic motivation, the willingness and ability to work hard and with focus, depend primarily on individual temperament.
Talent
Lifelong learning is the search for talent. In order to find talent, the range of opportunities on offer must be open, broad and accessible with a low threshold and people must be encouraged to use it. The more things individuals try out, the more curious they are the greater the chances of discovering their natural abilities for their personal benefit and that of society are.
Identifying, highlighting, stigmatising, combating, avoiding and dealing with mistakes has become a profession in its own right. It must be clear, that no innovation has yet resulted from this. It is simply the management of what already exists. Obviously, certain basic standards must be achieved. Searching for exceptional achievements, new ideas from employees, activities that produce outstanding success must take centre stage. Parents, teachers, politicians and trainees must all have the goal of enabling young people to attain their personal best. The higher the level of education that parents have, the more value they attach to individuality and the less on norms of attainment and adaptation. And education is the key to individuality.
The successful completion of a task, the solving of a problem is, per se, the greatest possible reward. And the route there is intrinsic motivation. The aim is fulfilment, perfection and selfdetermination. In creative thinking, the solution to a problem is approached associatively, with emotions and novel ideas. Success often only becomes apparent when creative ideas are linked to organisational talent.
Managing Knowledge
Eighty per cent of all the scientists and engineers, who have ever lived, are alive today. The process of value creation in organisations and nations has always been based on the -preferably exclusive -possession of knowledge and its skilled application. Any management task is inseparably linked with the generation and processing of information. Knowledge management is a core area of management, because managers are information-processing decision-makers.
Knowledge management in organisations is mainly of interest in its strategic dimension. How the systematic maintenance of the corporate knowledge base can be used to develop a competitive advantage. In this respect, learning organisations are more in the spotlight than knowledge organisations.
From an industrial to a knowledge society
The thesis of the post-industrial or post-capitalist society (DRUCKER, 1993a) is based on far-reaching changes in the economy and society and can be seen on three main levels (WILLKE, 2001a) (SOUKOP, 2001a) : the knowledge society in general, intelligent organisations, their intelligent assets, and occupational activity in this society (knowledge work).
The second level can be seen, for example, in the greater influence of information-and knowledge-based institutions on economic value creation and the growing number of knowledgebased products and services.
Information has become established as a commodity in its own right, which can be bought and sold (TEECE, 1998) . The thesis of the transition to a knowledge society is based on the undeniable loss of importance of the historically older factors of production of land, labour and capital. A hundred years ago, for example, the factor of land still played a crucial role in the affluence of society. During the period of industrialisation that followed, the emphasis shifted to labour and capital, which in turn were superseded by knowledge. Four out of five goods traded on the market now consist of services or relate to information in the broadest sense (WILLKE, 2001b) . Knowledge workers represent more than a third of the workforce (DRUCKER, 1993b) . For knowledge workers, information is a raw material, tool and result. They process data and information and convert it into value-adding knowledge (SOUKOP, 2001b).
Resource-based view
In industrial economics, the outside-in perspective proposes that a successful business must act first and foremost in response to the market, for example it must understand and satisfy the needs of customers better than its competitors. The management must first identify profitable industries or segments and then position the business within them in such a way as to maximise its prospects (PORTER, 1995) . The resource-based view, on the other hand, places the main emphasis on the organisation's own resources and capabilities. According to this inside-out perspective, the successful business is one that has developed important capabilities at the right time and/or has resources which are superior to those of the competition.
Certain resources cannot be freely traded and must be developed in internal innovation and learning processes (DIERICKX, 1989) . In the long term, only non-tradable resources can serve as the foundation for a competitive advantage (TEECE, 1998a) . These two perspectives are complementary, two sides of the same coin (KNYPHAUSEN-AUFSESS, 1993) . A resource-oriented strategy needs an in-depth market evaluation and a market-oriented strategy needs a careful consideration of available resources (ZAHN, 2000) .
Ultimately, a business must have its own bundle of capabilities in order to achieve a degree of distinctiveness based on intangible assets. These intangible assets cannot be bought on procurement markets and must be developed in house over a long period of time. This also includes the company's intellectual capital, the knowledge possessed by employees or situated in particular organisational processes. The resource-based approach therefore offers a theoretically cogent explanation of the link between a company's resources, competencies and competitive advantage (PETERAF, 1993) (COLLIS, 1998).
Competency
A business only has an advantage over the competition, if it has the ability to develop and bundle particular capabilities from its own resources and deploy them effectively in the value creation process (AMIT, 1993) . Competency refers to proven operational capabilities put to a work-related purpose (KRÜGER, 1997). Competencies, as a match between capability and requirement, are the proven abilities of a person, department or entire company to reliably fulfil a particular task (KROGH, 1995) . When resources and capabilities are used to develop a particular capacity, then a company has a core competency. This complex bundle of self-contained facilities consists of more than a single capability or a specific technology. A core competency constitutes what has been learned across individual capability areas and organisational units (HAMEL, 1997).
Inimitability
A special capability should result in a preferably unique product or service which enables a business to stand out from its competitors. Core competencies only provide differentiation where it is difficult for competitors to imitate them. The causes of the inimitability of competencies relate to the dimensions of time, costs, persons and complexity. Cross-functional capabilities, in particular, can only be acquired through time-consuming, cumulative learning processes (DIERICKX, 1989a) . Capabilities based on human expertise are difficult to imitate because learning through experience is an individual process. In addition, often special individual knowledge is involved, which is hard to verbalise (BARNEY, 1991) .
The more resources depend on one another for their effect and the more closely they are interwoven, the harder it is to imitate the resulting competency, giving rise to instrumental ambiguities (DIERICKX, 1989b) . Indeed, if knowledge about the effects of individual measures were not so diffuse, it might be lost very quickly through observation of the competition or the enticement of competent knowledge bearers.
Non-substitutability
The amount of information that needs to be managed by individual companies, its inconsistency and its susceptibility to degradation is increasing all the time. Tangible assets are being displaced by intangible, often digital assets. It can be seen, that modern economies are removing the boundaries between tangible and intangible assets (WEBBER, 1993) . The product of the future has a core of intelligence and a shell of service (DECKSTEIN, 2000) . The intellectual capital of businesses, too, is increasingly extending to the internal domain. Regardless of the end product market in which a company operates, more and more technical and organisational know-how is being incorporated in business processes. Not only products but processes, process improvements and production are becoming more intelligent (HEISIG, 2001) .
Before Frederick TAYLOR (1917), the only way to increase production was to work longer and harder. For the first time in the history of labour, TAYLOR drew attention to the importance of a trained person (DRUCKER, 1972) . The systematic rationalisation of human labour has significantly increased the productivity of the economy as a whole. At the same time, the social problem of increasing the income of unskilled workers to an adequate level was solved while reducing working hours and physical effort. The consistent application of TAYLOR's analytical knowledge made day labourers attractive to industry, their productivity growing by around a hundredfold (DRUCKER, 1972a) .
In the case of contractually, spatially and organisationally integrated value creation partners (just-in-time), the exact flow of information replaces the tangible inventory and ultimately results in an entirely new form of working. Knowledge-based competitive advantages can arise, when a company possesses more or more valuable knowledge, propagates knowledge more efficiently (for example faster or more cheaply) or uses knowledge more effectively.
Characters, data, information
The character may be defined as the smallest element of data which can be accessed in program execution (REHÄUSER, 1996) . Characters are an infinite selection of letters, numbers and special characters, which do not have an inherent value and only create sense through the way they are combined.
Characters are transformed into data by means of rules or syntactic specifications. Data contains no evaluation and cannot serve as a basis for action (DAVENPORT, 1999) . It only becomes meaningful when placed in a meaning context. Data becomes information when it is evaluated using selected relevance criteria (WILLKE, 2001c) . Because information forms the basis of decisions affecting individual economic players and the economy as a whole, it may also be described as the single most important economic resource (PICOT, 1988) . Information is blocks of knowledge which can be conveyed either verbally or non-verbally. The counterpart to information is knowledge, which cannot be transmitted in trans-subjective form (BODE, 1997).
The use of knowledge
Knowledge is created, when different pieces of information are linked on the basis of a particular intellectual background and meaningfully interpreted. This is only possible, when it is integrated in a subjective world of thinking and living. In this way, information is placed in a person-related usage context, a subjective pragmatic. Accordingly, knowledge incorporates not just information but also experience, judgements (including prejudices), rules of thumb and worldviews. These elements form the basis, on which data becomes information and information becomes knowledge. Knowledge is always a conglomerate of the internal and the external (DAVENPORT, 1999a) .
In contrast to information, knowledge needs to be stored. If it is forgotten, it cannot become knowledge. Knowledge must be applicable, because knowledge refers to the totality of known facts and capabilities that individuals use to solve problems. This encompasses both, theoretical knowledge and practical everyday rules and instructions. Knowledge, based on data and information, is always associated with human beings (PROBST, 1999 ).
An exchange of information requires the participating systems to possess absolutely identical relevance criteria, which is not even the case with identical twins (WILLKE, 2001d) . A smooth, continuous transition between information and knowledge formation is therefore required (PROBST, 1999a) . It should also be noted that just as information is a prerequisite for knowledge, knowledge is also a prerequisite for information.
The resource-based approach calls for individual and collective knowledge to be transformed into (core) competencies, which in turn are deployed in the form of routines and strategies to increase competitiveness. The personal integration and embedding of information, preceded by that of characters and data, is essential to successful knowledgebuilding. The purpose of information management is to ensure the best possible use of resource information with respect to the corporate objective (KRCMAR, 2000) and to ensure that information is present in the right quantity and quality at the right time and in the right place. In the technical domain, the main tools available for this purpose include written documents, archives, and information and communication technologies. The aim of knowledge management is to effectively use and develop knowledge and capabilities considered necessary to the purpose of the organisation. It embodies an integrated intervention concept, concerned with the possibilities of shaping the organisational knowledge base (PROBST, 1999b) and focuses on practical effects.
Communication
Empirical studies show, that the actions of managers primarily consist of communication (SCHREYÖGG, 1992) , examined in two main flows (STAEHLE, 1999) .
Mathematical-technical information theory is concerned with the transmission of messages within technical systems. The main focus is on various sender/receiver models (VÖLZ, 1991) . One basic concept is one-way communication, where messages are sent in one direction only and no response is possible, because of the nature of the system.
There is also two-way communication, in which messages are exchanged in both directions and a certain amount of feedback is permitted (OENICKE, 1996) . Dialogue is immensely important in the day-to-day interaction of managers and employees. For example, 70% of learning at work is face-to-face, namely in mentoring programmes, training sessions (Training-on-the-job) and similar personal forms of knowledge transmission (HORIBE, 1999) .
By extending technical information theory to include bidirectional communication, it can be linked in to behavioural communication theory. Here, the focus is on the examination of interpersonal social interaction. Not only data and information is relevant, but also statistically less measurable factors such as emotions, moods, values, attitudes, leadership styles and social skills. Social systems arise through and are sustained by communication. The communicative process determines the integration of the individual into the level of social subsystems (PAWLOWSKY, 1992) and is essential to the existence and stability of a social system. For this reason, organisation and communication are sometimes treated as the same thing: Communication is organizing, Organizing is the organization (JOHNSON, 1977) . Behavioural communication theory is more suitable for analysing person-induced communication problems which are more relevant in everyday business life.
Social psychology acknowledges, that communication consists of a relational level as well as a content level. The relational level is the relationship between interacting individuals and it establishes a social relationship as a precondition and framework for communication. The less problematic social relations are, the more easily factual information can be exchanged (PICOT, 2001) .
Communication problems tend to arise, when the sender and recipient do not use the same interpretation key. All individuals live in their own world. One person's reality is not an exact reflection of the real world, rather a subjective impression of it, a construct. Truth is not found, but fabricated. The core thesis, which can be transferred to businesses, is that there is no true reality beyond the subjective interpretations of the members of an organisation. The contextual framework in which employees operate is individually interpreted. Accordingly, organisations are also constructs (WEICK, 1998) .
Symbols play an indispensable role in the process of the subjective construction of reality. Symbols abbreviate, simplify and standardise organisational communication and therefore form the corporate culture (NEUBERGER, 1994) . Communication provides the foundation for shared knowledge acquisition and therefore represents the crucial link between individual and collective organisational learning. In this way, communication, language and symbols form central aspects of organisational learning (ECK, 1997) .
Communication is a vital element in the formation of organised systems. People, as the agents of communication, are self-contained units which relate first and foremost to themselves (LUHMANN, 1994) . The processed information is ultimately produced by people themselves through communication. In this sense, communication processes within a company extend far beyond the purely practical, informative level.
Learning in Organisations
Learning is the key process of access to knowledge management. If people do not learn, then there is nothing to preserve, distribute or utilise. Humans have the ability to reason and for example can learn by thinking or observing a model (Imitation). From being mainly limited to psychology, the concept of learning has therefore grown to become a broad sub-discipline in its own right (SHRISVASTAVA, 1983) . Behaviouristic learning theory has been complemented by personality-based, social and cognitive theories (PAUTZKE, 1989 ) (GÜLDENBERG, 2001 .
Learning is primarily based on experience. The members of an organisation make work-related decisions and then draw conclusions from the reaction provoked in the environment. Then they use these conclusions to develop more effective future actions (CYERT, 1963) (HEDBERG, 1981) . At the forefront of this approach is adaptation to a changing environment.
In terms of the knowledge construct, learning is understood to mean any accidental or deliberate change of the organisational knowledge base. This includes both, the acquisition of new knowledge and bodily-motor improvement. Learning also takes place, when existing assumptions or insights are reinforced, modified or abandoned as irrelevant (SANCHEZ, 1997) . Through learning, the organisational knowledge base is enlarged and qualitatively developed. In the context of the organisation, people reflect on the results of their actions through changed rules, strategies and problem definitions (SCHREYÖGG, 1998) .
In the research there is a consensus, that learning requires a certain degree of redundancy (NONAKA, 1997) . Operational redundancies may also be interpreted as surplus resources (CYERT, 1963a) , which denote a positive difference between required and available organisational resources. A company owns more resources than are necessary to the direct fulfilment of its purpose. The value of these surpluses to a company's ability to develop is increasingly being recognised. Achieving a higher level of performance therefore requires learning resources to be kept free in order to have time to experiment with new solutions (KLIMECKI, 1991).
Unlearning
The purpose of all structural stipulations is to exploit routine effects, for example to avoid a continual search for new solutions. Every organisation attempts at least to some extent to protect applicable rules from changes and therefore against learning progress (OELSNITZ, 2000) . This demonstrates the need to unlearn obsolete knowledge (SIMON, 1989) (HEDBERG, 1981a) . This is true for both, the organisation and the people who operate within it. Unlearning is a conscious and deliberate act, which begins as soon as new knowledge replaces or is superimposed on old knowledge (GÜLDENBERG, 2001a) . On the other hand, forgetting is unconscious, protecting the individual against overload and stress (VESTER, 1993).
Unlearning is important in an organisational context, because it prevents wrong decisions from being made due to obsolete knowledge. The more successful the results achieved using past rules and procedures, the more difficult it is to disregard previously acquired knowledge. The organisational capacity to learn is the only permanent competitive advantage (STATA, 1989) . The most important learning goals of a company are greater proximity to the customer, greater innovation, more efficient processes, simplified management, employee self-motivation and greater organisational ability to transform.
Persistence
For cognitive simplification, all humans repeat actions, that have previously proved successful. Previously accumulated knowledge thus becomes a significant barrier to learning. Other tendencies associated with the concentration on existing knowledge are new abilities being discovered to the detriment of existing competencies, advantages won being risked in favour of an insecure investment, a difficulty in specifying future competency requirements, and a situation where, although the exploitation of available knowledge only benefits the company, the fruits of an innovation can be harvested by skilful imitators, while the innovator has to take steps to prevent knowledge draining away.
Levels of organisational knowledge
Learning presupposes a subject with a clearly delineated identity and can only be performed by an individual (EBERL, 1996) . Although organisations possess a collective memory, they do not have an apparatus with which to autonomously create new knowledge (HEDBERG, 1981b) (SIMON, 1991) , nor do they have a central reservoir that stores all the knowledge available to it.
Within organisations developed collective views and business understandings impact on every employee. Within social entities a sense of community (Common sense) is formed, which gives individuals a framework for action and continues to exist regardless of the membership of the individual (ETZIONI, 1975) . Organisations depend on the people, which constitute them, but not on specific individuals (LUNDBERG, 1995) .
A combination of political calculations and structural shortcomings means, that the total knowledge of all members is never identical to the available organisational knowledge. Learning within and by organisations results from the interconnection of individual and institutional knowledge to produce subjectively new organisational knowledge, from which added value is created. In an operational context, therefore there are three different levels of learning (REBER, 1992) : the individual level (person), the micro-social level (group; collective learning) and the macro-social level (complete system; collective learning).
The group level provides an essential platform for collective learning and also serves as the link between the individual and macro-social levels (PAWLOWSKY, 1992a) (REBER, 1992a) . Only when teams are able to learn, the organisation is able to learn (SENGE, 1999) . In particular, the group has the job of transferring the fruits of personal learning processes into the social system (the transfer function) and generating learning and performance advantages at group level compared with the individual (the generation function).
Processes and barriers in organisational learning
Individual learning results in an increase of private knowledge. Organisational learning, on the other hand, represents an increase of public knowledge. In order to achieve the transformation from individual to collective knowledge, there must be a process of exchange between the different levels of learning. Three criteria are crucial to the knowledge of the individual employee (DUNCAN, 1979) . Knowledge must be:
Communicable. To perform their roles, members of an organisation need a range of information which they do not possess themselves. They must also make their own learning results available to the collective. The information thus transferred must therefore be communicable, for example it must be possible to share it as explicit knowledge.
Consensus-forming. Messages and content must have particular characteristics in order to be intersubjectively transferable and acceptable. This includes a collective consensus as to validity and usefulness.
Integrable. Most members of a company increase their knowledge through their work or specialisation. This knowledge is only usefully transferable, if other departments or functions can understand and integrate it into their mental models.
Knowledge takes collective effect, when a larger group satisfies this criterion. The absorption of new information only results in successful action by a company, if the company utilises the information available to it. During the transition from knowledge and understanding to practical action are the most common stumbling blocks for effective business behaviour.
Knowledge acquisition
An organisation's ability to learn, depends not only the general willingness of its workforce to learn, but also on the newness and/or compatibility of knowledge acquired from a partner. Similar knowledge is more easily integrated. If different abilities are acquired from the partner, the result is a greater degree of learning. Alliances based on different starting capabilities are a good approach to the acquisition of new competencies (HAMEL, 1997a) . One single technology is much easier to transfer and therefore to learn than a complex process competency.
The development of knowledge from internal knowledge sources starts at individual level, spreads via groups to the entire organisation and ultimately transcends the boundaries of the organisation (NONAKA, 1997a) . Knowledge acquisition from external sources may take place through partnerships with universities or independent research institutions, collaboration with customers or the observation of competitors.
Learning from customers
The purpose of complaints management is to recognise customer complaints as an important source of information and actively listen to them in order to improve a company's performance. The aim must be not only to reduce the danger potential of unsatisfied customers, but also to profit from the user experiences expressed in customer complaints. This includes a process for reporting complaints as straightforward as possible and comprehensive complaint evaluation. As well as direct customer relations, Customer Relationship Management can be used to build customer-related competencies for a company (FRITZ, 2001 ). This requires a continuous process of dialogue, where the perspective is altered from the single transaction to the establishment and maintenance of longer-term business relationships with selected target customers (Customer Lifetime Value) (WEIBER, 2000) .
Learning from competitors
Knowledge may also be acquired through the purchase of goods and services (Product Reverse Engineering) as the material outcomes of human knowledge. It is also possible to headhunt individuals with expert knowledge, employed by competitors, thus importing (competitor) knowledge (PROBST, 1999c) . Analogously, know-how may be obtained through business acquisitions. Synergy effects may be anticipated in relation to the reinforcement or transfer of existing competencies. Companies which acquire other firms, also frequently experience problems in precisely identifying and securing the desired knowledge. The critical to success expert knowledge is the implicit and hardto-access knowledge of specialists (LEONARD-BARTON, 1995) . This is one of the main reasons, why some companies prefer to avoid acquisitions and instead decide for close collaboration where necessary.
Interorganisational knowledge acquisition (cooperation)
Strategic partnerships are often entered into by legally and economically independent companies, which cooperate for the purpose of achieving a common goal. The interest in strategic partnerships is due to the growing acceleration of technological and market change (PUCIK, 1988) .
Strategic networks
Network-like relationships are stable relationships between legally independent, but often economically dependent enterprises, which generally operate at different levels of the value-added process. Network structures have a significant advantage from a knowledge perspective in that the possibility of combining internal and external resources, can give rise to new areas of competence, that may result in innovation on previously untapped markets (THIELE, 1997).
Strategic alliances
Strategic alliances are a horizontal coalition of at least two independent competitors, formed with the goal of combining their respective strengths in certain functions or areas of business through a time-limited cooperation in a particular geographical area (BACKHAUS, 1990) (SJURTS, 2000) . In the context of knowledge, the focus is on the amalgamation and/or joint development of competencies (QUÉLIN, 1997).
Knowledge retention
Developing or acquiring competition-relevant knowledge is generally time-consuming and costly. As a complementary function to knowledge acquisition, the preservation of knowledge carriers in the form of people and materials forms another component of knowledge management.
Retention of relevant knowledge
Employees, who possess little knowledge and have low potential, are of very little importance (problem cases). Employees, who have low potential but a currently high level of knowledge performance (workhorses), are important at the present time but can be quickly replaced should they leave. Those, who have high learning potential and performance capability (stars), are difficult to replace. Valuable knowledge carriers should be identified at a very early stage and the company should work to ensure their long-term loyalty (ULRICH, 1998) . It is important to recognise early on those knowledge carriers, who do not yet achieve enough compared with their potential, but promise high potential in the future. This primarily relates to the upcoming generation, but also to highly qualified employees, whose performance is still very variable (question marks).
Protecting knowledge against unwanted use
There is commercial legislation designed to ensure fair competition and protect personal creations. Patent rights, which protect inventors, are especially important as they affect knowledge with future potential. Copyright performs a similar function in literature, science and art. However, the resulting rights in form of job-related inventions often belong to the employer (WIEBE, 1997) .
Overall, the legal handling of the ownership of intangible knowledge assets is much more problematic than the case with traditional assets. The legal right of disposal in connection with individuals, who possess knowledge, is first and foremost governed by working hours and employee protection law (HENTZE, 2001) . Employers can protect themselves against the unauthorised dissemination of company knowledge by employees with the help of employment law (for example competition clauses).
Relinquishment of knowledge
Companies must divest themselves of irrelevant knowledge and profitably dispose of unused knowledge rights. Individuals who possess knowledge, will offload any knowledge which no longer seems useful in their role (for example skills or values).
Discussions
High wage costs in Western industrialised countries have resulted in the outsourcing of production of simple goods. Tangible assets are being displaced by intangible, often digital assets. The product of the future has a core of intelligence and a shell of service. The creative problem-solving ability of employees is an essential factor in knowledge-intensive businesses. Allowing individuality in businesses is costly, for securing sustainability it is essential. In all occupations, but especially in the case of decision-makers, intrapersonal and interpersonal intelligence are of particular importance. They enable people to reach decisions in successful interactions with others. An environment must be created, in which many people can display their creative potential. The actions of managers primarily consist of communication. Social systems arise through and are sustained by communication. The communicative process determines the integration of the individual into the level of social subsystems and is essential to the existence and stability of a social system. The less problematic social relations are, the more easily factual information can be exchanged. Managers must have a strong awareness of their own limits and quickly recognise them in their team members to avoid mental illness.
Conclusion
Independent experts are responsible for organising their own work and they work for more than one customer. Because the status of an expert is subject to an accelerated ageing process, innovation, lifelong learning, relearning and unlearning are essential in order to keep pace with changing circumstances. The highest degree of individuality in the form of heterogeneous groups makes it possible to examine old things in a new way. The indispensable contribution of cultural, social and other aspects can be increased through migration. If we are to overcome new challenges, then being different, deviating from the norm, must be the rule. Ultimately, a business must have its own bundle of capabilities in order to achieve a degree of distinctiveness based on intangible assets. The in house development of the company's intellectual capital takes a long period of time. A business only has an advantage over the competition if it has the ability to develop and bundle particular capabilities from its own resources and deploy them effectively in the value creation process. Core competencies only provide differentiation where it is difficult for competitors, to imitate them. If knowledge about the effects of individual measures were not so diffuse, it might be lost very quickly through observation of the competition or the enticement of competent knowledge bearers. Every organisation attempts at least to some extent to protect applicable rules from changes and therefore against learning progress. This demonstrates the need to unlearn obsolete knowledge. This is true for both, the organisation and the people who operate within it. Unlearning is important in an organisational context, because it prevents wrong decisions from being made due to obsolete knowledge.
